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» D 0 NOT USE THE BACK BUTTON « 



Customer Action System 




' Account Number: 
Number: 

Prefix 



6085 
100519 
First Name 



Mr. 



John 



Salutation* 
Title: 
Address. 



City: 
Phone: 



Language: 



Mr. John Doe 



Account Name: 
Middle Name 

(see Help) 



[Manager of Store Systems 



1111 ACME St 



Some City 



" State. [ST~ZipCode:|l 2345 



|1 23-456-7891 

Pfease enter phone number as if it is being 
Mated from outside the country. 



[English 



.^Refurrvto A^untMformatibrv 



,Return-;to> j Account>Ugt - 
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1 Respondent Information 
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| Name 
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| Missing Required Data 


[Selection Status I 


<~ 100519 


John Doe 


No 


Candidate for next wave 


C 100518 


Jon Smith 


No 


Candidate for next wave ! 
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|^|CSM Fol low-Up - Microsoft Internet Explorer 




Customer Action System 



Customer Relationship Managment Follow Up 



Account 



ACME Companies, Inc. 



Name: * 
Respondent: Mr. John Doe 
Country: United States 
Account - 



Manager: 



Jane Smith 



Overall Quality: 4 

Overall Value: 3 

Overall Price: 4 

Likelihood to ^ 
Continue: 



^1 1cf^m^^%^^"?' 



\4D 



Original Follow Up Date: 



11/23/99 



Summary of Issue or Concern: 



Mr. Doe has not seen a sales representative, 
for several months. Then all of a sudden or* 
showed up only to sell a new product. 



Owner of Action Plan: 
Proposed Action Ran: 



Jane Smith 



k quarterly meeting has been scheduled for 
the sales representative to meet with Hr. 
Doe to discuss any outstanding issues and 
also discuss any new upcoming products. 



A.P. Approved by: jSjcqtt Jhomas 
Date Approved; 



A.P. Completion Date: 01/12/00 



12/02/99. (mtn/dd/yyyy) 

(mno/dd/yyyy) 



£g CSM Follow-Up Account Listing - Microsoft Internet Explorer 



Business Unit: East 
Region Level: AMERICAS 
Country: United States 

Account Director: Jane Smith 



So 



Account Name: 



ACME Companies, 
Inc. 



Wave: 1 
Respondent: Ms Pat Jones 
Issue Number: 1 

Issue: No issues. 
Han FU Date: 
Owner: 
Process Area: 



Year: 1999 



Actual FU Date: 06/08/1999 



r-^CA Summary: Met with ACME and put together a plan to improve our communication 
between our divisions. 



CA Target Date 



CA Completion Date 



Wave: 1 
Respondent: Mr. Bob West 
Issue Number: 1 

Issue: No issues. 
Han FU Date: 
Chvner: 
Process Area: 



Year: 1999 



Actual FU Date: 06/08/1999 



\ SOu / ^^"^ J ^ Summary: Met with ACME and put together a plan to improve our communication 
between our divisions. 



CA Target Date 



CA Completion Date 
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Customer Relationship Measurement & Management Process Flow 



Define company hierarchy 
from top down to individual 
customer accounts 



Create Oracle database 
based on hierarchy 



Account managers update 
database via web-enabied 
customer account 
management tool 



Web surveys are created 
and translated for global 
distribution 



Surveys are distributed 
using email invitation with 
embedded URL via 
sampling process or 
specific selection by 
accountmanager 



Customer receives email 
invitation and clicks 
through to survey location 



Customer answers 
customer satisfaction web 
survey questions 



Customer completes 
survey and leaves web site 



Business rules are applied 
to the survey responses to 
determine if customer 
should be flagged for 
foilow-up action 



Customer accounts 
requiring follow-up are 
flagged and highlighted in 
the account management 
web tool in real time 



lo 



Accountmanager 
examines flagged customer- 
accounts and determines 
follow-up action plan for 
improvement 



Action plans are 
documented in account 
management tool 



Implemented action plan 
results are recorded in 
account management tool 



12 



Successful action plans are \ 4 
archived as best practices 
and shared with other 
accountmanagers 



1 



Results cascade up 
organization via company 
hierarchy in database 
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